D
espite the generally ambiguous nature of the business logic for adopting socially responsible behavior, 1 corporate social responsibility (CSR) is increasingly on the agenda of corporate boards and audit committees. Rather than justifying CSR as significantly and positively correlated to corporate financial performance, the business case for social responsibility is legitimized as an unavoidable consequence of the critical interdependencies that exist in a firm and among its employees, customers, investors, communities, and constituencies. As a consequence, CSR represents a strategy for dealing with these stakeholders. 2 In this sense, companies build long-term shareholder value by taking into strategic account the necessity of pursuing engagement and transparency about what the company stands for, how it creates value for its stakeholders, and how it contributes to society. This is the way they stake a claim for being trustworthy 3 and, consequently, of being able to deliver profitable growth. 4 Social, environmental, and sustainability reports are the tools companies commonly use to formalize a firm's position on CSR and to assist the firm in developing good business practices. Indeed, the mere act of pulling together information from business units with different priorities represents a step towards evaluating and measuring overall corporate responsibility performance. However, that exercise also, and more importantly, provides a concrete opportunity for the company to identify strengths and weaknesses across the whole corporate responsibility spectrum and to engage in a dialogue with stakeholders.
Notwithstanding this growing interest in business practice, descriptive studies examining how companies build their reports are, to date, extremely scarce. This article explores the concept of CSR in the context of non-financial reporting as done by European multinational corporations (MNCs) that lead in the area of non-financial reporting and CSR. We define non-financial reports as the attempt to open corporate borders to stakeholder management. 5 In line with this, we detail the state of the art of social, environmental, and sustainability reporting methods, and we point out the present per-stakeholder prioritization in terms of CSR themes. From a content analysis of the non-financial reports of 90 multinational companies based in Europe, we sought information about two main questions: How do companies define non-financial reports? To what extent and in what social and environmental dimensions are firms reporting?
We chose 90 companies from the 150 included in the Ethical Index Euro ® (an ethical index launched in 2000 by E.Capital Partners, 6 an Italian independent advisory company) as our sample of MNCs that are experienced in CSR. All companies included in the sample have published a CSR report for at least three years. Reporting such information is voluntary in most countries, with companies in control of what, how, and when to report and disclose. Almost all of the top global companies, however, disclose some non-financial information. Some produce a stand-alone report while others integrate this information into annual business reports or publish it electronically on company web sites. Reporting, moreover, is not restricted to big companies or to those in sectors with high environmental impacts. Increasingly, small and medium-sized enterprises and those in sectors characterized by low environmental impact (banking and securities, for example) are now energetic reporters. 7 Non-financial reporting represents the result of companies' thoughts about what CSR is, about its importance, and about how it can be shared with stakeholders. Additionally, in that financial information is predominantly retrospective and based on a company's past performance, non-financial reports can provide investors and other stakeholders with indications about the future potential of a company. In other words, non-financial information, such as that about the quality of risk management, corporate governance, strategic direction, quality of management, and social and environmental performance will help stakeholders better understand a company's overall performance, business strategy, and growth perspective.
The increasing influence of European companies in establishing global corporate trends in the social responsibility area guided the choice to focus the study on Europe. Certainly, through the 1980s, corporate responsibility was disproportionately, if not almost exclusively an American phenomenon, 8 associated primarily with the pressures exerted by investors, consumers, and activists on U.S.-based firms. American firms pioneered many of CSR's principles and practices, such as corporate philanthropy, social audits, and corporate codes of conducts. This is no longer the case. United Kingdom is the most active European country in the field of CSR, but it is not the only one. European countries, their institutions, and their companies are actively contributing to the global debate on corporate social responsibility, promoting initiatives and formal definitions, proposing approaches and management tools, and supporting rules of conduct and promotional campaigns. 9 Additionally, we chose to focus on European companies because we believe there is a strong uniformity in how they report their CSR activities. 10 The reason for this uniformity is that social and environmental reporting processes were initially created as internal communications, primarily to support the relationship between the company and trade unions, which are a key feature of the European workforce. In contrast, the emergence of social and environmental disclosure in U.S. countries evolved as a way of managing external pressure groups, most often environmental groups.
Finally, we justify the significance of our sample of companies because of its consistency with previous research that has found that social and environmental disclosure reports represent the most direct and systematic result of corporate thought about CSR. In this sense, these reports are a good window into companies' thoughts and priorities. Our research relies, therefore, on theoretical sampling (i.e., cases were chosen for theoretical, not statistical, reasons), 11 both to replicate and extend previous content analysis of such reporting. 12 We wanted to look at factors influencing corporate social and ethical reporting that have been previously identified in the literature. For instance, our sample includes companies with advanced experience in CSR because, in general, these companies are influential in establishing corporate trends in the social responsibility area. 13 In sum, this study draws on academic contributions that have argued for a positive correlation between companies' social and environmental disclosure and corporate visibility, structure, size, and high level of commitment (i.e., strategic commitment) to CSR promotion and diffusion.
14 Understanding how and why corporations adopt these practices can help direct corporate attention toward the variety and the current dimensions of these issues.
How Companies Define Non-Financial Reporting
Companies differ in the way they define, prepare, and disseminate nonfinancial reports. (The sample composition by document name is described in Figure 1 .) 15 Five distinctive features represent the common starting point for distinguishing non-financial reports from other documents:
b Complementarity with Annual Economic-Financial Report-Non-financial reports are published to complete the corporate economic portrait by adding a social and environmental dimension. In other words, CSR reports are based on the information contained within traditional economic and financial reports, but they go further, adding social and environmental perspectives. Social, environmental, and sustainability reports frequently follow the same time schedule and structure as do annual reports, and they often are updated quarterly. Additionally, many companies progressively integrate the different documents. They usually start with an environmental report, shift to producing a social and environmental report, and then publish a sustainability report, which integrates social, economic, and environmental issues into a unique document. The last step of the process is enclosing these separate documents within the annual review, formally embedding the triple bottom line approach. 16 b Qualitative and Quantitative Focus in Monitoring CSR-Non-financial reports tend to give the same weight to the qualitative information and quantitative data contained within them. The quantitative data allow readers to do temporal or spatial comparative assessments, and the qualitative information enhances the communicative potential of numbers. Usually, reports are structured in two main sections: The first one describes qualitatively the firm's programs in the field of CSR; and the second one summarizes programs, activities, and investments from a quantitative point of view. This second section often refers to a list of key CSR performance indicators or to a reporting standard, such as the Global Reporting Initiative. 17 b Outside Orientation-These reports usually are produced as a direct result of an accountability process, which is the process of becoming an open and responsive organization that is able to balance the interests of various stakeholders. Therefore, CSR reports are expressly outside-oriented, FIGURE 1. aimed at sharing information systematically about the exchange relationships between companies and their stakeholders. Even if almost all the sample documents contain data and information that aid the reader in understanding the corporate relationship system, only 31% of the reports are expressly stakeholder-oriented, meaning that they are organized into sections addressed to specific categories of stakeholders. Instead, the majority of these reports present data by social, environmental, and economic sphere of activity, rather than by stakeholder. Notwithstanding their structure, almost all of the non-financial documents claim in their introduction to be part of a stakeholder-engagement process, the rationale being that each person who reviews the report should be able to immediately recognize her or his role and weight within the company's strategies and operations. In this way, the stakeholders can compare corporate activities and commitments to their own values and orientations. Companies can constantly monitor the changing and multidimensional environment in which they operate, measure stakeholder satisfaction, and better understand what still needs to be done in order to be socially responsible. 18 Figure 2 summarizes these findings, showing stakeholder identification in the sample reports. Results indicate what has been identified as a movement from a "trust me" culture, in which stakeholders had implicit and explicit faith that corporations would act in their best interests, to an "involve me" culture, in which companies ask their stakeholders to help them understand the right way to be effectively responsible. 19 Although there is evidence in the documents themselves of how stakeholders' concerns have been fed into corporate decision-making process, concrete examples of when and where outcomes have been directly influenced are still scarce. Moreover, stakeholder dialogue is used mainly to discuss corporate policies on CSR rather than the content of the non-financial reports.
b Process Dimension-A further distinctive feature of the non-financial reports we analyzed is the process dimension of their reporting. They tend to focus on ongoing interactions with stakeholders and stress the exchange of ideas that has allowed companies to better understand stakeholders and their interests. In this sense, reports represent both end and beginning, demonstrating CSR commitment and reorienting corporate priorities (i.e., CSR programs and activities) along with stakeholders' needs and requests.
b Expected Outcome-The last feature non-financial reports share is the explicit identification of their main objectives in reporting. Our study reveals that they consider that their bottom line is enhanced by excellence in health, safety, and environmental performance and by addressing community, employee, and stakeholder expectations. Companies stress that each of these non-financial considerations is clearly capable of having a financial impact, either directly (through operating costs or litigation) or indirectly (by affecting their access to capital, their license to 
The Reporting Spectrum
Although all non-financial reports share these traits, the documents differ across the five criteria. They can be classified along a continuum. At one end of this continuum is what we call the "monitoring view of non-financial reporting." Companies at this end are those that consider non-financial reporting as an extension of an economic balance sheet, the purpose being to summarize social investment (i.e., philanthropic activity) in different areas of the community and to formalize the corporate position on CSR, all to provide a further opportunity to assert the company's commitment to good business practices. At the other end is the "managerial view of non-financial reporting." This involves those companies that view non-financial reporting as a stakeholder-oriented tool, 20 but one with a managerial function. Reporting exists to provide effective guidance for the progress of the company.
According to the monitoring view, non-financial reports complement economic and financial reporting in that the latter provides information on the size and economic importance of the company as reference against which the relative significance of voluntary contributions to society can be measured. The extent to which financial and non-financial reports are integrated is generally low. On the opposite end of the continuum, those who advocate the managerial view of reporting tend to promote CSR as a strategic priority. They tend to discuss the economic impact of their business from a broader, sustainability perspective. In other words, the extent to which financial and non-financial reports are integrated is usually high. In general, companies that promote the managerial perspective are those with a more consolidated "reporting tradition," meaning they adopted non-financial reporting tools earlier. This leads us to postulate that non-financial reporting represents a sort of progressive learning. It does not simply result from a mechanical application of outside-defined principles.
Non-financial reports can also be characterized along this continuum by the extent to which they balance quantitative and qualitative dimensions and are outside-oriented. Those companies that show up on the monitoring side of the spectrum tend to focus mainly on quantitative data; they strictly concern themselves with the measurable environmental impacts of business activities. They derive the content of the social sections of the reports from standards and accepted guidelines. As a result, the documents often appear to be addressed more to experts in the field than to a broad audience of stakeholders. They are most useful to support internal decision making. Documents on the managerial The Practitioner's Perspective on Non-Financial Reporting end of the scale, however, seem to be shaped more by stakeholder consultations and stakeholder feedback. Quantitative data are made readable through qualitative descriptions and explanations of technicalities, all with a clear outside orientation.
The process dimension of reporting also varies along the continuum. On the monitoring side, interactions tend to be inside-oriented, meaning that they occur prevalently within the company boundaries. On the managerial side, companies are outside-oriented, with interactions focusing prevalently on stakeholder dialogue.
Finally, the reports also can be classified broadly as either "monitoring" or "managerial" depending on their expected uses and outcomes. The main drivers of those that are monitoring-oriented deal more with internal outcomes consistent with the internal reporting aptitude explained above. This orientation does not exclude the possibility that reporting has also a strategic purpose, even if inside-company directed. There also can still be the goal of improved relationships with company stakeholders, but it comes as a consequence of better monitoring and improvement of inside-company conditions. On the other end of the spectrum, managerial-style reporting is shaped more by outside-company directed drivers based on the explicit goal of improved relationships with stakeholders. According to this perspective, stakeholder-orientation comes first in determining CSR policies and programs. Between the two extremes of monitoring and managerial, many non-financial reports are more moderate in their style and focus.
To What Extent and in What Social and Environmental Dimensions Companies Report
Using a recording instrument 21 with yes/no answers to standardize data collecting, we analyzed social, environmental, and sustainability disclosure through non-financial reports. Specifically, our analysis focused on evaluating "stakeholder-based" CSR-relevant areas covered in the reports. We looked at the following six reporting models: sustainability reports, CSR reports, social and environmental reports, environmental reports, social reports, and health, safety, and environment reports (HSE reports). Stakeholder-based categories of analysis are human resources, shareholders, customers, suppliers, government and public authorities, community, and environment. 22 It is worth emphasizing that just because firms do not report certain measures or CSR areas, it is not necessarily true that they are not concerned with those issues. Our research is based on the empirical maxim that "corporations are what they do." 23 This makes the case that looking at what CSR areas it reports on is the right way toward achieving a general understanding of a company's current priorities and, particularly, its perspective on non-financial reporting practices. This does not imply that the opposite is true and that the lack of reporting corresponds to a lack of action. The effect of a main moderating factor has to be considered as a guideline in reading the following sections.
The Practitioner's Perspective on Non-Financial Reporting
There are trade-offs between the potential increases in firm value that comes when stakeholders are given enough information to make informed decisions relevant to their interests compared to the costs of disclosing information-for instance, when such disclosure could provide rivals with a competitive advantage.
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The Employment Relationship
Consistent with previous studies, we found that employment relationship is an essential topic for CSR reporting. Figure 3 summarizes the results of the study, indicating the total percentage of corporations reporting at least some information on each area of the employment relationship and the results by reporting model. The results show a significant alignment of different models of reporting on the same disclosure areas.
Equality of treatment or equal opportunity is the most covered CSR issue, with information on the relationship between female and male personnel widespread among the reports. Despite the wide qualitative description on this issue, companies pay much less attention to explaining the appropriate application of equal opportunity, providing quantitative data on pay equity or highlighting policies for persons with disabilities and minorities.
The reports also consistently include both accident and disease indicators and descriptions of projects directed toward minimizing and preventing health and safety risks. An exception is environmental reports, which, focusing exclusively on the environmental dimension of company operations, often do not include data and information on the employment relationship.
The next largest amount of information provided concerns employee turnover. Companies' disclosures on this topic vary from the description of employment policies to more refined and relevant information, such as employment instability (i.e., situations that lead to dismissal from a job or jobs) and career mobility patterns.
The corporations we analyzed also, for the most part, stated a goal of protecting workers' rights. As the global dimension of business activity becomes relevant, many MNCs report their activities according to International Labour Organization Conventions, describing the policies relevant to protecting workers' rights in the countries in which the production and commercial activities are located.
Most reports also contains a large amount of material on training, while staff composition by age, seniority, geographical origin, nationality, kind of contract, and educational qualification are generally less addressed in the documents. Where present, the information was reported in a way that shows both transparency and continuity, including data to allow stakeholders to understand a company's workforce by categories-geographical origin and so on-and to see trends that have developed over a period of years.
Fewer than 60% of the companies studied integrated in their reports information about internal communication practices or industrial relations, The Practitioner's Perspective on Non-Financial Reporting including compliance with collective bargaining rules, the percentage of trade union members among employees, and the hours designated for strikes.
Data and information about internal customer satisfaction surveys was minimal in the reports studied, as were descriptions of employees' benefits, such as social clubs, in-house kindergarten, tax counseling, and employee housing. Rarely mentioned in the reports, as well, was information about wages and salary schemes, working hours, absenteeism rates, employee disciplinary measures, and litigation. The analyzed firms have little inclination to describe such policies. 
The Shareholder Relationship
In comparison with the detailed information on employee relationships contained in the reports, the topic of relations with shareholders, partners, and the financial community tends to be less developed (see Figure 4) . Description of policies adopted in these areas is completely absent from predominantly environment-based reporting models (i.e., HSE reports and environmental reports). In other types of reports, descriptions concerning corporate governance are the most common way they talk about shareholder concerns. These sections mainly focus on the existence of independent counselors within the board of directors and descriptions of corporate compliance with self-regulatory measures. By disclosing such information, companies show their willingness to highlight methods of governance aimed at increasing the overall participation of shareholders and decreasing discrimination against minorities. How detailed these disclosures are, however, varies. Some limit their discussion to national or international standards of corporate governance and best practices. In other cases, one finds careful descriptions of the connection between executive compensation and performance, board-level functioning processes, the compositions of the board of directors and their expertise, and so on. Similar considerations are apparent in the area of investor relations. 34% of reports described the routine communication of information to shareholders-from road shows to one-on-one meetings and open-house days. Rarely are shareholders' remuneration, capital stock composition, rating, stock price fluctuation, or benefits described in depth.
The Customer Relationship
Corporate disclosure concerning customer relationships focuses largely on describing promotional policies (see Figure 5) . Companies, by and large, clearly portrayed the various ways they communicate with customers, taking care of both the thoroughness of information and the respect of ethical principles. Rarely, descriptions of promotional policies included information on the respect of self-regulatory measures.
Disclosure on ethical and environmental products and services, and that concerning product/service information and labeling follow the previous issue. The theme of ethical and environmentally sensitive products and services was linked closely to the idea of corporate social responsibility. Companies tended to use these non-financial reports to communicate their commitment to create products or services that protect customers and consumer interests. They also aimed to ensure transparent communication about quality, environmental impact, and product safety. 25 Reporting interest on market development trends concerning new customers and new products and services was also present. In this context, the companies sampled dwelled upon those new products and services that have been or were in development in order to enable stakeholders to assess the corporate "listening and customizing" aptitude. Surprisingly, companies tended to shy away from reporting on customer satisfaction-oriented initiatives. Where present, disclosure on such issues concerned mainly the analysis and measuring of the level of customer satisfaction and the description of activities devoted to dealing with problems of dissatisfaction. In so doing, companies tried to communicate their ability to listen to their customers' needs and requests and to come up with answers to them.
Disclosure on activities aimed at ensuring the privacy protection, with reference to customers' data and behaviors that go beyond the simple compliance with the laws in force-and descriptions of the general characteristics of consumer market by categories or kind of offer-were still by and large not evident in reporting.
Relationships with Suppliers and the Government
When explaining the relationship with stakeholder suppliers (see Figure  6 ), companies tend to describe themselves as open systems dynamically linked to their environmental context. 26 From this perspective, corporate sustainability undoubtedly depends on the sustainability of its context, which is, in return, influenced by the company's behavior. Consequently, organizations aspiring to be responsible necessarily must "think about" the effects of their operations; they must adopt a global perspective and consider the results of actions undertaken by others in its supply chain. Decisions should be made on the basis of reciprocal convenience and trust. 27 These are the reasons way there tends to be extensive coverage of the issues surrounding supplier-management policy.
Reporting in this area is divided into more specific indicators, such as suppliers by category, the supplier selection policies, and all the activities concerning communication, awareness creation, and information. Companies are anxious to explain that they do not discriminate in any way against minorities in the process of selecting suppliers. The companies that we studied have underestimated the informative power of the description of procurement conditions. They tend not to explain adequately the unfair pressures on suppliers caused by possible displacement of contractual force.
Reporting on the relationship between companies and the public authorities (see Figure 6 ) allows for the exchange of information about corporate codes of conduct and rules for compliance with the laws. In fact, 56% of the companies studied describe explicit policies and internal auditing systems that they have adopted on a voluntary basis to ensure their compliance with the laws.
Our study yielded different results when it came to other governmentbased CSR-related areas. Evidence was scarce of a corporate interest in providing 
Community and Environment Protection
Apart from the methods of reporting, disclosure on community commitments appear to be widespread (see Figure 7) . Companies tend to include information concerning three categories of subject, in the community relationship section of their reports: local-global community, the media, and the virtual community.
Reporting on a company's involvement with its local and global communities appears to be of two kinds. One includes active commitment in community causes. Companies do report on activities that they directly carry out and plan with contributions of human resources, knowledge, and reputation. The areas of direct involvement mentioned are numerous and varied, from training and education to culture, sports, and research. Some examples are involved in the organization of training courses in schools on social and environmental issues, as well as direct interventions in favor of the local economic development. These social and ethical activities they mention in the reports further describe a company's desire to proactively contribute to its community at large.
The other category covered in this area of a non-financial reporting is corporate giving. In this case, firms contribute to social causes with both monetary and not-monetary resources. Less in evidence than reporting on direct involvement, this area of reporting describes donations, gifts, gratuities, benefactions, and other exclusively monetary corporate contributions to socially/environmentally useful organizations and related projects, as well as the support to charitable causes such as drug rehabilitation organizations and community orchestras.
Aside from direct contributions and corporate giving, two other subjects are reported on here. Reports tend to address the prevention of corruption; they talk about explicit policies and systems to fight corruption and unethical behavior. They also discuss community engagement, meaning the bundle of activities to involve the community at large, including citizens, non-governmental organizations, and the media. Some examples are Open Plants and Industries, public presentations of social or sustainability reports, and structured meetings with stakeholders to measure the company's performance. In this section of the report, community engagement and stakeholder engagement are often considered as synonyms in that all categories of stakeholders (e.g., suppliers, customers, and employees) are part of the community and can be labeled as citizens.
The creation and management of a virtual community and the relationship with the media are the last two aspects of the relationship between companies and the community reported here. Where present, the former consists of data regarding contacts, and their characteristics and analysis, but it also addresses the security policies and systems created to manage the relationship with all stakeholders via the Internet. The relationship with media analyzes the degree of attention received from the media (e.g., press, television, radio) concerning the company's CSR activities and initiatives, as well as the attention companies pay to media queries.
Finally, all but two companies reported on environmental issues. In particular, they aim to align themselves with the concept of sustainable development as consistent with that of CSR. In this way, companies clearly indicate how important it is to not adopt a partial approach toward CSR, but rather to simultaneously consider economic, social, and environmental aspects of their operations. The variety of subjects reported relevant to environmental CSR can be ascribed to the sector-based differences among the enterprises relevant to energy consumption, materials, and emissions.
Discussion and Implications
Our research does not describe what average companies do, but instead deliberately represents the practices and prioritizations of large companies that lead in the area of non-financial reporting and CSR. 28 Bear in mind that just because a company has a policy does not always imply that it is implemented, the analysis of the content and the comparisons among the reports allow us to note a large degree of corporate interest in CSR-related themes and their reporting tools.
In general, reports entitled "CSR Reports" and "Sustainability Reports" are the most complete and wide-ranging of the types of non-financial reports that exist, expressly integrating the triple bottom line approach and the stakeholder-management model. On the contrary, "environmental reports" and those focused on only health, safety, and the environment tend to give a partial representation of the company's CSR operations. They tend to focus exclusively on the environmental impact of their business operations. "Social Reports" and "Social and Environmental Reports" are in the middle in terms of how exhaustive they are in explicating a company's CSR activities.
Looking at the CSR areas for each stakeholder-based category gives us a clear view of the main function of a non-financial report and the relationship between it and the concept of CSR. By drawing on such data and information, a company can evaluate itself and its role within a complex and multidimensional environment. The more knowledge generated about what stakeholders need, the more effectively companies can communicate with them and serve them. In this respect, reporting practices are in fact no longer restricted to traditional CSR-related issues, such as the description of environmental protection and employment relations. These topics, however, remain the most covered ones. More and more themes and topics have been added (e.g., discussions of a company's the virtual community) so that non-financial reports now often contain a complete synopsis of corporate behavior. If we consider reporting as the most external and direct expression of managerial CSR concern, 29 a number of interesting conclusions proceed from the analysis.
The Practitioner's Perspective on Non-Financial Reporting
Most of the sample companies share an understanding of the importance of establishing relationships in which parties get to know each other's concerns as completely as possible. This activity is justified by the inclusion in the reports of what we call transparency indicators. Examples are information about staffing, capital stock composition, salary schemes, taxes and duties, and so on. By including such information, companies aim to offer stakeholders a give a clear representation of the company's situation and how it fits into their local context so that stakeholders can do comparative assessments. Clearly, companies should focus more on stating trends by adopting a multi-year communication perspective to clearly indicate transparency and continuity. This statement is valid for each CSR indicator, allowing stakeholders to recognize the company's evolutionary path-its starting line and conformity with its target.
Transparency indicators are often associated with what we call merit indicators. This type of indicator focuses most directly on making it possible to express judgment on the level of CSR reached by the company. For example, reading descriptions of employee benefits, a prospective worker could assess ceteris paribus different levels of corporate concern about the wellbeing of its human resources.
It is worthwhile to look for common standards that would be useful both to support the measurement and evaluation processes and to facilitate the consequent assurance process. 30 Standards, in fact, can support reporting practices not only in terms of increased comparability, but also in reducing selective disclosure and the risk of misleading information, as well as creating a common, shared knowledge base about companies, their activities, and their system of relationships. In this sense, even though social and environmental reporting is corporate specific, standardization is much more than necessary, at least in providing a common framework for guiding stakeholders in doing comparative assessments across firms.
In the area of stakeholder-based analysis, some general conclusions and managerial implications can be drawn regarding the company's aptitude in each category.
Connecting with Human Resources through Skill Development and Maximum Safety
The data and information concerning human resources provided in these reports illustrate a company's determination to attract potential workers, 31 show its motivation to provide employment to the surrounding communities, and signal its willingness to be accountable to the current workers and stakeholders for what it has done in terms of human resources performance.
Meanwhile, the wide range of descriptions of training projects, as well as the numerous indications of the amount of training hours, reveal agreement among companies on the relevance of developing professionalism in their ranks to enhance their reputation and ultimately increase their ability to create value. In this sense, the companies clearly show they believe that achieving a good reputation can lead to better labor conditions and be translated into financial performance gains. 32 In other words, if the main motivation behind responsible corporate behavior and the adoption of social evaluation and reporting instruments is to make the company attractive to its stakeholders, then expressing a belief in training, describing such projects, and communicating results can speed up the company's self-legitimating process. 33 It also shows a company's dynamism, communicates its inclination to innovate, and expresses its orientation toward developing and nurturing people skills; it says its employees are the driving force of the company's success. All this can be explained as a sort of signaling exercise, 34 a way companies try to distinguish themselves from other competitors. Clearly, all the attention to improving the workplace experience can increase a company's attractiveness to stakeholders. It can also stimulate a workforce's commitment to the organization. In this way, companies communicate that skill development and maximum safety are among the main dimensions of their CSR profile.
Managers should consider the possibility of supporting, with more quantitative and comparable data, such assessments of the firm's concern with the development of its workforce. For example, a description of employment trends, where negative, should be more frequently explained by talking clearly about the corporation's termination rate. When this is not done, stakeholders can interpret such indifference as a symptom of poor credibility and untrustworthiness. For the same reason, the rate of absenteeism and its causes should not be left out of reports, since absenteeism is a major barometer of employee morale.
Finally, reports on internal customer satisfaction surveys and the relevant projects should become more frequent. Widening the boundaries of reporting and increasing the frequency of these subjects provides the opportunity for stakeholders to assess the effectiveness of a company's human resource policies. Through such surveys, the level of workers' satisfaction with their benefits could be measured, or the right way to manage industrial relations could be discovered.
Connecting with Shareholders through Integration
Shareholders represent the missing element of non-financial reporting. Issues directly related to shareholders are the least covered in these documents. The reason lies in the fragmentation that characterizes reporting. Descriptions of the relationship between a company and its financial community are usually contained in other documents expressly focused on corporate governance issues. This fragmentation points to the greatest weakness of the overall reporting practices-the lack of integration between non-financial topics and financial performance within the reports. In general, companies are perceived as failing to explain the implications of the sustainability agenda for their business prospects and in convincing shareholders of their capability to integrate social and environmental needs into day-to-day operations. 35 In other words, managers should consider for future development of reporting practices, the opportunity to demonstrate the extent to which voluntary social and environmental activities are directly related to-not in contrast to-profit maximization and economic value creation.
Additionally, our sample shows that to date there is little reporting and disclosure on the attitude of financial partners. This area offers significant potential, since companies are partnering increasingly with public and private institutions (banks, insurance companies, and leasing companies) for financial support of both corporate growth and local development. Including banks, insurance companies, and other financial partners in the reports as relevant stakeholders in the accountability and reporting process can have an impact on a company's risk profile. In more general terms, managers should take into account the existence of a positive correlation between the quantity and quality of disclosed information about the net financial position and the cost to have access to credit. In other words, investments in CSR activities and the ability to manage stakeholders have a direct impact on lenders' and potential investors' perceptions of company risk. This can increase a firm's access to market capital. 36 In this way, disclosure can play a fundamental role in the process. The ability of the company to manage multiple stakeholder relationships decreases risk. With the visibility gained through disclosure, shareholders and financial partners can use CSR activities as a "signal of a firm's successful attempts at satisfying stakeholder groups." 37 Another opportunity is to report in greater depth on investor relations to highlight a commitment to regular communications with shareholders. All these activities-if described inside a systematic and coherent "container" such as a non-financial report-can contribute to the building of a new corporate identity as an open and transparent organization based on reciprocal listening and wideranging involvement. 38 There is also little inclusion of data on shareholder and partner remuneration, rating, and stock price fluctuation. These areas should be more widely covered in non-financial reports because they are of crucial importance to stakeholders trying to fully understand a company's state of health and its ability to create and share value and wealth. Including this information, especially in the context of multi-year trends, could allow for further opportunity to demonstrate the relationship between CSR and financial performance.
Connecting with Customers through Quality, Innovation, and Safety
Our data shows that companies are aware that reporting enhances customers' impression of corporate responsibility and concern for their choices. 39 It is important for companies to provide credible proof that they intend to abide by all goals declared in self-regulatory codes and value charts. Descriptions of promotional policies provide further proof of a company's ability to listen and to address key stakeholder concerns. 40 Especially with regard to customer relations, non-financial reports act as "containers" in which to order and prioritize all supportive activities. Without disclosing proprietary information that is being used to guide development of new products and services, managers should encourage reporting on market development trends and how they might attract new customers. Reports on innovations can help customers and stakeholders better understand and assess a corporation's "listening and customizing" aptitude. Some empirical studies on consumer reactions suggest "consumers may form inferences about missing product attributes by drawing connections between an available piece of information (e.g., company reputation for innovation and manufacturing ability) and the missing attribute (e.g., product sophistication, innovativeness)." 41 For example, by appreciating the range of new market initiatives promoted by companies, new customers could be attracted by company dynamism, its renewal capacity, and even its ability to reinvent itself to meet new market trends.
Connecting with Suppliers through Supply Chain Management
In a global economy where companies increasingly relocate part of their production to suppliers in low-cost countries, the responsibility agenda and its related reporting activities cannot possibly span the entire supply chain. Reporting on the supply chain tends to take a partnership approach between a company and its suppliers on issues related to human rights, general working conditions, and environmental issues. In an attempt to provide evidence of such partnerships, thus enhancing credibility, companies often refer to specific management tools (e.g., SocialAccountability 8000) 42 when describing supply-chain management. In this way, they aim at demonstrating to stakeholders the extent to which CSR in supply management has been internalized and has become a routine. Companies also tend to disclose information about such things as corrective actions to remove suppliers that are not in compliance with the company's CSR policy or its code of conduct.
There is an opportunity to pay more attention to supplier relationships in non-financial reports. They could especially provide more quantitative data about procurement. Companies, in fact, should want to make clear the absence of any unfair policies toward suppliers. This would enhance stakeholders' awareness of their valuing fair play highly. Again, a multi-year view could help the assessment process. It would highlight the evolution of both the companysupplier relationship per se and the progressive geographical dispersion of the supply chain.
Connecting with Government through Compliance and Conformity
It is noteworthy how the inclusion of data relating to conformity verification and inspections is currently relevant for a company that wants to report its CSR relationship with government and public authorities. The rationale is to highlight the lack of pending investigations or sanctions and to verify the consistency of declared behavior (code of conduct, ethical codes) with implemented behavior. In other words, companies seems to be aware of the existence of a positive relationship between balanced disclosure of positive and negative information (e.g., negative information could be in this case the number and typology of sanctions received from public authorities after an inspection) and the likelihood of future regulatory costs (i.e., cost of complying with future The Practitioner's Perspective on Non-Financial Reporting regulation). An example could be the cost of adapting organizational procedures and management systems to more stringent health, safety, and environmental regulations. In this sense, non-financial report disclosures regarding compliance with current regulation moderates market reaction to eventual leaks, thus reducing potential increases in future regulatory costs. 43 To improve their reporting in this area, companies should pay more attention to providing clear information on taxes and duties on the one hand and details about contributions, benefits, and easy-term financing received by the company on the other. In fact, companies can quantitatively demonstrate their commitment to local development by emphasizing how much of their wealth they share with public authorities and governments, such as through taxes and fees. Again, the adoption of a multi-year view can add to this reporting by describing projects or initiatives they have developed in partnership with local authorities. These demonstrate a proactive attitude toward the improvement of their communities.
Connecting with Community through Open Dialogue and Environmental Protection
Clearly emerging from the analysis of the content of non-financial reports is the last main CSR priority-a company's socially responsible relationship with the community, specifically in terms of active stakeholder engagement and prevention of corruption. 44 As stakeholders become more active and able to make a greater contribution to the development and evaluation of company policy, their needs must be given priority. Prevention of corruption is an important one. A socially responsible company, therefore, is that one which adopts all necessary measures to avoid unethical behavior, starting with strict, voluntary, self-regulatory codes and in-house rules. To further this end, more attention in the reports could be paid to a company's relationship with media. Media attention devoted to CSR-conscientious companies can provide the stakeholders and a broader audience with access to new information regarding the human element of business and production/manufacturing methodology. All this, in turn, helps to build public awareness of CSR-related issues, reduces information asymmetry, and helps to increase the overall demand for CSR in all of its dimensions. 45 Community-based responsibility inevitably concerns environment protection. Companies deeply understand that protection of and respect for the environment make up some of their fundamental responsibilities. Increasingly, they are launching numerous management systems to monitor environmental dimensions of their activities and integrating them into day-by-day operations. Often, environmental policy is considered at the global level, affecting all company activities, and applying to all geographical scenarios where they are present. This broad scope makes reporting on the company's relationship with the environment one of the most problematic, in term of both resources necessary to collect and process data and comparability across company's business units and geographically dispersed departments. The lack of common references multiplies the number of reporting methods and units of measurement as each The Practitioner's Perspective on Non-Financial Reporting company presents its performance indicators, focusing on its individual view of what "the impact on the environment" means. As a consequence, it is becoming much more difficult for the interested stakeholders to express an objective opinion on what companies have accomplished as they work to respect and safeguard the environment.
Conclusion
Non-financial reporting practices have become an integral part of the business operations of most corporations. Our analysis reveals that companies most directly identify CSR with a sort of corporate citizenship, tied in with stakeholder relations (especially focusing on human resources and customers), and meeting the concerns of environmental interest groups and the communities they operate in. The overall goal is to address important and shared social and environmental issues. In these reports, companies tend now to focus on specific CSR-relevant themes and subjects, but with a clear interest in enlarging their vision and their sphere of responsibility, within both local and global contexts. What matters most in non-financial reporting practices reflects six main priorities of stakeholders: promoting safety at all levels of their operation (from the safety of products and services to working conditions), product quality and innovation, environmental protection, dialogue with communities and stakeholders, attention to skill development, and responsible citizenship. These represent the most covered themes in non-financial reports.
Companies tend to pick specific CSR issues that they consider strategicfor instance, those related to health, safety, and environment. Companies focus on these to differentiate themselves from other socially responsible competitors in order to increase the sustainability of acquired advantages. Ironically, however, in the case of CSR, the opposite tends to be true: Companies that lead in the area of CSR "invariably encourage their less responsible competitors to emulate their behavior." 46 As companies tend to converge on a limited set of CSR main themes and relations with stakeholders, diversification doesn't apply directly to behavior or areas of social responsibility, but rather to the level of corporate involvement within each single area of CSR and the extent to which companies exploit CSR practices. In other words, all companies should integrate social and environmental responsibilities in their relations with stakeholders, while at the same time looking for strategic diversification in terms of specific modes of exploitation. Since interactions with stakeholders are simultaneously imperfectly imitable and non-substitutable, they can be managed strategically, and they represent valuable sources of competitive advantage. In this way, the reporting of CSR performance should quickly shift toward the reporting of relevant information that is material to the company's key stakeholders and decision makers. 
